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Made me/us feel miserable   55% 40% 47% 
Made an existing health problem or problems worse  39% 23% 30% 
Made me/us feel anxious or depressed  34% 24% 29% 
Did not feel able to invite friends or family to the house   26% 9% 17% 
Spent as much time as possible away from the house   18% 13% 15% 
Brought on a new health problem or problems  18% 7% 12% 
None  15% 35% 25% 















































































































































































































































































































































In the last 12 months, have you experienced…READ OUT…  
CODE ONE ONLY 
1. …a fall in your household income,   
2. …a rise,  
3. …both a rise and a fall,  





Which one of the following statements best describes how well [you / you and your partner] have 
been keeping up with your bills and credit commitments in the last 12 months?  
CODE ONE ONLY 
1. keeping up with all bills and commitments without any difficulties 
2. keeping up, but it is a struggle from time to time 
3. keeping up, but it is a constant struggle 
4. falling behind with some of them 





In the last 12 months, have [you / or your partner] been unable to pay any of these bills at the final 
reminder due to a lack of money?  
CODE ALL THAT APPLY  
1. Rent or mortgage payments 
2. Council tax 
3. Gas, electricity or other fuel bills  
4. Water bill 
5. Telephone bill (including mobile phone, broadband) 
6. Credit or store card bills  
7. Repayments on a loan from a bank or building society, 
8. Repayments on goods bought on hire purchase or mail order  
9. Repayments on any other advance or loan 
10. TV licence 
11. Income Tax or VAT payments 
12. Other 







In the last 12 months, have [you / you or your partner] done any of the following things in order to 
make ends meet? 
CODE ALL THAT APPLY 
1. Cut back on spending on food 
2. Cut back on spending on heating 
3. Cut back on spending on other essentials 
4. Cut back on spending on non-essentials 
5. Used savings put aside for other things 
6. Earned extra income by taking on more work or hours 
7. Sold things I/we owned to raise extra cash 
8. Borrowed from friends, family, or other individuals 
9. Taken out new loans from commercial lenders 
10. Increased the amount owed on a credit card or overdraft 
11. Delayed making payments on money owed 





In the last 12 months, have [you/ you or your partner] gone without any of the following things 
because of a lack of money?  
CODE ALL THAT APPLY  
PROBE: Which others 
1. A week’s annual holiday away from home 
2. Buying new, rather than second hand, clothes 
3. Keeping your home adequately warm in winter 
4. Having friends or family for a drink or meal once a month 
5. Two pairs of all weather shoes for each adult 
6. Household contents insurance 
7. A hobby or leisure activity  
8. Going out or socialising 
9. Replacing worn out furniture  
10. Replacing a major electrical appliance such as a fridge  
11. Keeping your home in a decent state of decoration 
12. Putting away £10 each month for a rainy day 
13. None of these 
 
Section 2: Fuel use and bills 
ASK ALL 
Fuelintro 
I’m now going to ask you some questions about last winter, so please cast your mind back to that 
time. 
INTERVIEWER: BY WINTER, WE MEAN THE “WINTER MONTHS”, THAT IS, NOVEMBER OR 





Which of these fuels did your household use (and have to pay for) last winter?  
CODE ALL THAT APPLY 
1. Electricity  




4. Bottled gas 
5. Bulk LPG (liquid petroleum gas) 






And still thinking about last winter, what kind of heating system/s did you have in your home?  
CODE ALL THAT APPLY 
1. Gas central heating 
2. Oil central heating 
3. Night storage heaters 
4. Fixed room fires or heaters 
5. Open fires or stoves (solid fuel) 
6. Portable heaters: Electric 
7. Portable heaters: Bottled gas/paraffin 
8. Portable heaters: Oil-filled 
9. Other 
 
If Fuel=6 (If used Mains gas last winter) 
Gas 
Can you tell me how [you / you or your partner] usually paid for your gas last winter?  
READ OUT ANSWERS AND CODE FIRST THAT APPLIES 
CODE ONE ONLY 
1. By direct debit or standing order 
2. Using a key or special card that you have to put into a meter at home 
3. Using a budget scheme payment card that you DO NOT have to put into a meter at home, 
e.g. one used at a Post Office or PayPoint outlet 
4. In cash, AFTER you have received the bill 
5. Buying savings stamps or savings tokens 
6. In cash in some other way not mentioned above 
7. By cheque or credit or debit card, after you have received the bill 
8. By direct deduction from Benefits payments (you may know this as Fuel Direct or third party 
deductions) 
9. Someone else pays for the gas, e.g. landlord 
10. Don't know how gas is usually paid for 
11. Don't have gas supply to household 
 
If Fuel=1 (if used Electricity last winter) 
Elect 
(And) can you tell me how [you / you or your partner] usually paid for your electricity last winter?  
READ OUT ANSWERS AND CODE FIRST THAT APPLIES 
CODE ONE ONLY 
1. By direct debit or standing order 
2. Using a key or special card that you have to put into a meter at home 
3. Using a budget scheme payment card that you DO NOT have to put into a meter at 
home, e.g. one used at a Post Office or PayPoint outlet 
4. In cash, AFTER you have received the bill  
5. Buying savings stamps or savings tokens 
6. In cash in some other way not mentioned above 
7. By cheque or credit or debit card, after you have received the bill 
8. By direct deduction from Benefits payments (you may know this as Fuel Direct or third 
party deductions) 
9. Someone else pays for the electricity, e.g. landlord 
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10. Don't know how electricity is usually paid for 




Still thinking back to last winter, would you say your fuel bills were… READ OUT… 
CODE ONE ONLY 
1. A heavy financial burden 
2. Somewhat of a financial burden 




Did [you/ you or your partner] change any of your energy suppliers or switch to a different tariff last 
winter? 
CODE ALL THAT APPLY 
IF YES: PROBE: did you change your supplier or switch to a different tariff? 
1. Yes, changed supplier 
2. Yes, switched tariff 
3. No 
 
If Switched supplier or tariff last winter (SWITCH=1 OR 2) 
Swchcost 
Why did you change  [supplier/ tariff / supplier and tariff]? Was it... 
READ OUT CODE ONE ONLY 
1. Because of concerns about the cost -  
2. For some other reason 




And thinking back to before last winter, did [ you / you or your partner] ever change any of your 
energy suppliers or switch to a different tariff (other than when moving house)? 
INTERVIEWER: IF YES, WHICH? 
CODE ALL THAT APPLY 
1. Yes, changed supplier 




Section 3: Coping strategies 
ASK ALL 
IntroComf 




Think about a typical weekday, last winter. During the daytime, was there someone at home 
…READ OUT… 
CODE ONE ONLY 
INTERVIEWER: BY ‘DAY’, WE MEAN BETWEEN 9AM AND 6PM 
1. ..all of the day 
2. …most of the day 
3. ...some of the day 
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4. … only for a few hours 
5. …or, was no-one at home during the day? 





Thinking about any time of day or night, did you (and your partner) cut back on fuel use at home in 
any of these ways last winter, because you were concerned about the costs?  
CODE ALL THAT APPLY 
1. Turned heating off, even though I would have preferred to have it on 
2. Turned the heating down, even though I would have preferred it to be warmer 
3. Turned the heating down or off in some rooms but not others, even though I would have 
preferred not to 
4. Only heated and used one room in my house for periods of the day 
5. Used less hot water than I would have preferred 
6. Turned out lights in my home, even though I would have preferred to have them on 
7. Had fewer hot meals or hot drinks that I would have liked 





And last winter, did [you / you and your partner] do any of the following things?   
CODE ALL THAT APPLY 
1. Wore outside clothes (e.g. hats, gloves, coats) inside the house to keep warm 
2. Kept curtains closed all day to keep warmth in 
3. Installed draught-proofing on some doors or windows  
4. Put up plastic sheets on the inside of your windows 
5. Installed insulation in the loft, floors or walls 
6. Installed a new boiler 
7. Improved your heating controls  
8. None of these 
 
 
Section 4: Housing conditions and comfort 
ASK ALL 
Comfort 
How would you describe the overall level of warmth in your home last winter?  Was it… READ 
OUT… 
CODE ONE ONLY 
1. Much colder than you would have liked 
2. A bit colder than you would have liked 
3. About right 
4. A bit warmer than you would have liked 
5. A lot warmer than you would have liked  





And did you experience any of the following common problems in your home last winter? CODE 
ALL THAT APPLY 
1. Heating faulty for part or all of the winter 
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2. Heating difficult to control or regulate  
3. Heating system or radiators not sufficient 
4. Draughts 
5. Condensation 
6. Damp or mould on walls or ceilings 
7. Damp or mould on floors, carpets or furniture 
8. Leaky roof 
9. Rot in window frames or floors 
10. None of these 
 
If had any of the problems listed at Problems (if Problems = 1 – 9) AND home was hotter or colder 
than they would have liked (if Comfort = 1-4) 
Impact 
SHOWCARD E10 
You said that you had problems with [problem, problem, problem and problem] and that your home 
was [warmer/colder] than you would have liked. Did this affect you or other members of your 
household in any of the following ways?  
1. made an existing health problem or problems worse 
2. brought on a new health problem or problems 
3. made me/us feel miserable  
4. made me/us feel anxious or depressed 
5. I/we did not feel able to invite friends or family to the house  
6. I/we spent as much time as possible away from the house  
7. None of these 
 
 
Section 5: Consent to telephone depth interview  
ASK ALL 
FuelFollow 
Thank you. And can I just check,  would you be willing for an interviewer from the Centre for 
Sustainable Energy to contact you by telephone to take part in a follow-up telephone interview?  We 
would provide them with your name and telephone number. This interview would explore these 
topics in more detail, and everyone that takes part will receive £25 in shopping vouchers as a thank-
you. By agreeing to be contacted, you are not obliged to take part in a follow-up interview.   
1. Yes 
2. No 
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Appendix 2.  
Depth interview schedule 
Introduction 
I’m calling from a charity called the Centre for Sustainable Energy.  You took part in a survey a few weeks ago 
and kindly agreed that we could contact you again to take part in a follow‐up telephone interview (that’s 
how we got your telephone number). Are you still happy to do this? 
The interview will explore your experience of managing money at home and in particular coping in with 
energy costs.  The interview will last 20‐30 minutes.  Everything we discuss during the interview will be 
confidential, so the what you say cannot be traced back to you, and your name will not be revealed to 
anyone else.  So please be assured that you can be honest and open in talking about your views and 
experiences. 
As a thank‐you, you will receive £25 in shopping vouchers. (Secure permission to record interview). 
1. Personal circumstances 
May I begin by just asking a few questions about you and your household? 
Age / Household / Tenure /Employment 
2. Paying for electricity and heating 
How do you pay for your electricity?  
Are you happy with this method of payment?  
Do you have gas? (If no – what do you use to heat your home?) How do you pay for it? 
Are you happy with this method of payment? 
Have you ever changed the way you pay for electricity or gas? 
  If yes, why? What effects? 
3. Household income and coping strategies 
Over the last 12 months, have there been any changes in your household income? Or your regular costs? 
Have you found it difficult to make ends meet at any time over the past 12 months? 
How do you cope at these times? 
  Explore spending priorities and management of bills, borrowing, savings, extra earning 
  Explore budgeting and financial planning 
4. Keeping warm in winter 
Thinking back to last winter, when the weather was cold, did you feel your house was warm enough? 
Is your house difficult to keep warm even with the heating on? 
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Did you have the heating on as much as you wanted? Why not? (self‐disconnection may not be deliberate) 
Did you cut back on other things in order to keep warm? Or get in to debt? Or do anything else? (e.g. switch 
supplier, install energy efficiency measures) 
Were you affected by increases in electricity and gas/oil prices?  
How did these problems affect you and your family? (health, relationships, etc) 
5. Experiences of the competitive energy market 
Are you aware that there are differences in prices offered by electricity (and gas) suppliers? 
Do you know how to find out about these different prices and compare them? 
Have you ever changed your electricity (or gas) supplier? 
  If not, why not? 
If yes, why did you change? Did you have any problems changing? What impact? Would you do it 
again? (Why? Why not?) 
Have you ever been approached by people trying to get you to change your energy supplier? 
  What was this like?  
6. Advice services 
Have you ever got advice about making your home warmer or more energy efficient?  
If yes:  Where from? Was it useful?  
If no:  Why not? Would you find this useful? 
Have you ever received professional advice about money matters, for example because of difficulties making 
ends meet or debt problems?  
If yes:  Where from? Was it useful?  
If no:  Why not? Would you find this useful? 
7. Energy efficiency improvements 
Have you ever had energy efficiency improvements done to your house, such as improvements in insulation, 
draught‐proofing, windows or your heating system?  
If yes:  Did you do these yourself or were they done professionally? 
  If professionally, explore who bore the cost (including landlords, grants/schemes), satisfaction 
  Have you felt any benefits from these improvements (warmth, comfort, money) 
If no: 
  Why not? 
8. Energy advice follow‐up 
If you like, we can pass your name and contact details on to an energy advisor who can give you advice 
about the grants you could get to improve the warmth of your home. Would you like us to do this? 
